
Providing high quality career services through a 

virtual omnichannel setting

Access NCWORKS



What is Access NCWorks?

 An omnichannel solution that boasts a comprehensive Self-

Service Knowledge Base (GUIDE), Chat, Talk, and Web Form 

options to customers for a virtual customer service experience 

o provide high quality career services through a virtual 

multi-channel setting

o reach unemployed and underemployed citizens with access 

barriers to NCWorks Career Center services



What Access NCWorks is Not

 Replacement for in-person, one-on-one help

 Way to circumvent services/processes

 A robot take over of NCWorks



Why Access NCWorks?

 Reduces dependence on brick and mortar Career Centers 

while increasing access to NC citizens to Career Center 

services, especially in our rural areas

 Use of Self-Service Knowledge Base reduces dependence 

on call center staff for simple questions

 Increases access to career services through the use of cell 

phones



Why Access NCWorks? (Cont.)

 Connects jobseekers to virtual resources

 Reduces the amount of time that jobseekers have to 

spend in the Center (Wagner-Peyser enrollment)

 Frees up staff to provide more intensive, face-to-face 

services to customers that need it



How Does it Work?

 The software behind Access NCWorks is Zendesk.

Zendesk allows you to create a personalized customer 

service experience

The Zendesk omnichannel approach | Zendesk Library

https://www.zendesk.com/resources/zendesk-omnichannel-approach/?wvideo=33in4uihhl
https://www.zendesk.com/resources/zendesk-omnichannel-approach/?wvideo=33in4uihhl


How Do We Do it?

 4 Contact Center Staff are on rotating shifts for 

answering the phone

 2 people on at a time

 Self-service knowledge base (GUIDE) includes 45 

articles

 Job Seekers

 FAQ

 Community Resources

 Unemployment Insurance



Guide has 45 Published Articles



Comprehensive Reporting Functions



Reporting -- Tickets Created by the Hour



Outreach





or accessncworks.com

► Targeted to specific zip codes



INNOVATIVE OUTREACH -- GEOFENCING

• 27520
• 27527

• 27569
• 27577

• 27601
• 27604

• 27610 • PNC Arena
• Crabtree
• Mudcats Stadium

- 2.4 x per week



Email Blasts to NCWorks Customers



Why are People Calling? 



Demo



Questions?



Contact

 For general information

Brent Royal, Workforce Development Specialist

Brent.Royal@wakegov.com

Glenn Purnell, Employment Consultant

Glenn.Purnell@nccommerce.com

 Access NCWorks website:  ACCESSNCWORKS.COM

mailto:Brent.Royal@wakegov.com
mailto:Glenn.Purnell@nccommerce.com
http://www.accessncworks.com/

